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hirst USA Bank - hirst Support: VS. A1 Loqor. l ime: G^^hH AM CSR ID: COG IhSI DVOP 




^5 



Bankruptcy 
Mentioned 



CM is thinking about filing for bankruptcy or explicitly 
states "I am going to file for bankruptcy." 




Income 
Reduced 



CM has some income, but not as much as in the past, due to 
pay cut, unemployment, medical bills etc... CM is able to 
pay some bills. - 




No Money 



CM has no income or very little money, just enough to 
cover essentials. 




Refusaa 



Refusal 



CM refuses to pay First USA. 




Uvotiv- 



Unmotivated 



CM doesn't care about paying First USA, They have the 
money to pay, but they do not see the importance of paying 
on time. 
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First Support with First Coach Window Active 

^ (Income Reduced) 




First USA Bank - First Support: V57.t 



Logon Time: 09:59 AM CSR ID: COG TEST DVOP: 




|Aat Due: 


$333.00 


jAiat Delq: 


$263.00 


iDays Oelq: 


146 


{Balance: 


$2803.78 


jCredit Line: 


$3000.00 


(Avail Credit: 


$196.00 



Last Payoent: 
Last Monetary: 



09/25/9Q 
$134.00 
09/25/98 
P-Payaent 



§1 



Suggestions 



« Eligible for EFFORT: S120 
El igible for ASSIST 

*» Due Date Is: 02/27/99. 



a 
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When you select a First Coach call type 
icon from the address portion of the First 
Support screen, the First Coach Window 
will appear. 

Note: The questions that appear in the 

Query Panel will vary depending on 
which call type icon you selected. 



You can reposition this 
window anywhere on your 
screen, by clicking on the 
blue bar at the top of the 
First Coach Window and 
dragging it to any location on 
the First Support Screen. 



The First Coach Window 

(No Money) 



This region displays questions wl^i^^gu will need to 
obtain answers to during your conversation with the 
CM to generate suggestions in the Advice Window. 
Simply click on the radio button under each question 
that most accurately reflects the CM's situation. 



First Coach 




After completing the questions 
in the Query Window, click on 
the Advice Button to notify First 
Coach that you are ready to 
receive advice. 



This button clears all of the radio 
buttons in the Query Panel and 
the suggestions in the Advice 

Window for the current call type 
you have selected. 



You can switch between call types at any time during the 
course of the call. After completing all of the questions for a 

given call type and selecting the Advice Button to obtain 
suggestions from First Coach, you could then select another 
call type and repeat the process. As long as you do not select 
the Clear All button between selections. First Coach will retain 
its suggestions for each call from which you received advice. 



This button will close the First 
Coach Window. The information 
will be retained until the call is 
released, as long as you do not 
select the Clear All button. 
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First Coach Window with Advice 

(Bankruptcy Mentioned) — 



First Coach 



^Query Panel ^^^^^ 





# Educate on Negative effects of BK. 



% Educate on Benefits of bringing Acct 
current . 



« Negotiate pynt arrangement with CM. 
* Suggest Other Sources of Honey. 



» First USA wants to help with their 
si tuat ion. 

xxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxxx 

« Steps to negotiate pymt arrangenent 
with CM: 



I 



a 




After answering the questions in the Query Panel and selecting the Advice 
button. First Coach will provide you with some suggestions to assist you in 
obtaining a payment from the CM. 
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• # 

First Coach Window with Advice /; L 

(Refusal) ^ 



First Coach 




* Letter sent w/ln GO days of statenent 
date? 



r\ * Pyats still need to be made for at 
least 2% of the undisputed amount. 



* EDUCATE CM ON TO FACTS OF THE ACa: 
1 -> Possibility of further action. 
' -> Explain next steps in collection 
process (explain what charge off 
■eans] . 

-> Stress differences between Acct. Past 
Due & acct. Charged Off. 



* MOTIVATE ON BENEFITS OF BRINGING ACCT 
CURRENT: 

-> The choice is really theirs. You are 




First Coach provides you with assistance on calls in which the 
Cardmember refuses to pay First USA because of issues relating to: 

• Disputes 

• Account Terms/Account Closed 

• Divorce/Marital circumstances 

• Dissatisfied/Other situation 



Note: If the Cardmember cites "dispute" or "dissatisfaction" as 
the reason for refusing to pay First USA, you will need to 
answer the second or third question in the Query Panel to 
provide First Support with further information regarding the 
Cardmember' s situation. 



First Coach Window with Advice 

(Unmotivated) 



First Coach 




m 




^ Consequences of not paying: 
=> Acct could be charged off 
=> Negative credit in Credit Bureau 

Report 
=> Assessment of Fees 
=> Will be contacted every 5 to 7 days 
=> Cannot get new loans 
=> Cannot rent cars, stay In hotels^ or 
travel 

=> Will not have credit card in case of 

Emergencies 
=> Future job prospects way be affected 

XXXXXXXXXXXXXXXXXXXXXXXXXXXXKXXXXXXXXX 
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^ Benefits of pycnt and bringing Acct 

current : 
=> Save money on Fees 
=> Rebui Id crcdi t 



In the Unmotivated, Income Reduced and No Money Query 
Panels, you have the abiUty to limit the number of categories 
of advice statements that are provided to you in their 
respective Advice Windows. Simply click on the type of 
feedback type(s) you would like to view. . 
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